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HI 





Record Caller 
Message 



-No- 




Yes- 



ISO 



Play Voice File 



Get Next Department 
Table 



Yes 



Transfer Call To 
Operator 



n4 

T / 

Get Directory Number 
for Agent 



Transfer Call to Agent 
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( start ) 



Caller lifts handset and dials call center 



Public Switched Telephone Network connects 
client's call to a call center ISDN line 



The Call_Manager Listen method receives 
"callback" notice of the incoming call 



The Listening method receives status 
information from the Callback 




The Call_Manager requests the JavalSDN 
switch the call from Listen to Active 



The Call_Manager registers an Observer for 
the call and adds the call to an array of calls. 



-No- 




Number dialed may 
be to a hunt group 



Client connection to 
PSTN may be either 
POTS or ISDN 

Listeners were created when 
Open_ isdno method was 
invoked by application; 
Application can specify type of 
call to listen for. Call Manager 
Listen () method creates 
specific number of call objects. 



listener previously registered 
according to call back system. 
Call can have caller ID info. 



A Connect request is 
issued to the ISDN 
exchange 



Call object is now an observer 
and in the array of call. objects. 
Access M main"department table 
and embed in calLobject by 
invoking dept() 
A Call object exists with an 
embedded "main" table. 
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Call is actively coupled to a 
B-channel and shares ^'D- 
channel. The play ( ) HI 
method of the call object is 
invoked to play the main 
voice menu. 
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alLManger enables DTMF 
detection for the Call object 



ZL 



Caller makes a selection by 
pressing a key on his telphone 
keypad 



DTMF event is received by the 
Call object and the 
CalLManager. Call object 
identifies the key pressed. 



CalLManager obtains key from 
the Call object and uses key as 
row index of department table 



"ca^l^iager invokes the 
EnaLbleDTMF ( ) method of 
the Call object 



DTMF tones from caller's keypad 
are received via from the B 
channel by a DTMF detector in 
the Call object. DTMF detector 
was enabled by EnableDTMF ( ) 



Callback system causes 
hardware event to be 
observed by CalLManager 
and Call Object 



CalLManager invokes the 
ReadDTMF ( ) method of the Call 
object 



-Yes- 



0 
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^ End *y 



Call Manager obtains Agent 
field from department table 




CalLManager gets the Agent's 
Directory Number from the 
Directory # field in the table 



CalLManager Transfer call to 
Agent 



Embed Agent receiving call and 
Agent directory number in call 
object 



CalLManager disconnects from 
call 



CalLManager invokes the 
getNextAgent (dtmf ) method 
using the key dtmf as the argument 



CalLManager invokes the 
getAgentDN (dtmf) method 
using dtmf as the argument 



CalLManager invokes Transf er () 
method. After transfer call leaves the 
call management system, i.e., call is 
directly connected to agent 



Call Manager invokes 

agent (Agent) and 
DNagent (DNagent) 
methods 



HI 



CalLManager invokes 
Disconnect () method 



-Z2 



Cali_Manager gets the next 
department field 




CallJManager stops the play of 

the current voice menu and 
play next department menu to 
caller 



Cali_Manager obtains next 
department table and embeds it 
in the Call Object 
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Call Manager stops play and 
accesses Voice Mail field 



Yes 




CallJVIanager records caller's voice 
message in selected voice mail box 



Call_Manager disconnects from call 



CaII_Manager invokes 
getNextMenu () method 



CalMManager invokes 
stop_piay() method and 
play {> method for the next 
voice menu 



Ca!l__Manager invokes 
getNextDept (dtmf ) method to get next 
department name, fetches department table 
from database via JDBC or other means, 
and invokes dept {) method to embed 
table into Call object 



Call Manager invokes 
stop_piay() and 
getVoiceMail (dtmf ) 

methods 



Call Manager invokes 
record () 



Call_ Manager invokes 
Disconnect () method 
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End 
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Look up Caller using Caller ID 
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Transfer Call to Agent based 
on Caller ID 






Disconnect from call 




r 




10 D 




Transfer calKto operator 







Obtain default mailbox 






Record caller message in 
default mail box 






Disconnect call from call 
management system 


. 






public void Listen() 
{ ~ . 

for( irit n = 0; n < max, n++ ) , . 

if ( Caller[n] == 0 ) // array of handles 
{ 

Call[n]= new ISDNcall(); 

Listener[n]= Call[n].LIsten( Call_mask ); 

} 

} 



thisDept = Call[n].dS 
Agent = thisDeptgetNextAgent( dtmf ); 
if( Agent != null ) 

// transfer call to Agent 

DNagent = thisDept.getAgentDN( dtmf ); 
Xfer_ret = Call[n].Transfer(); // begin transfer 

if( Xfer_ret == 0 ) //success 
{ i . 

Call[n].agent( Agent); 

Cali[n].DNagent( DNagent ); 

} else { // failed attempt to transfer call to Agent } 

} else { // no Agent available or appropriate 



// no Agent available or appropriate 

dtmenu = thisDept.getNextMenu( dtmf); 

Ca!l[n].stop_p!ay(); // stop playing voice menu 

if( dtmenu 1= null ) 
{ 

menuLink = ISDNmenu.open( dtmenu ); 

if( menuLink != null ) 
{ 

Cali[n].play( menuLink ); 
} else { // no menu avail } 

} else { // no voice menu avail } 

H\ 

ll\ Now update the embedded department table: 
//I 

Deptname = thisDept.getNextDept( dtmf ); 

if( Deptname != null ) 
{ 

Department[n]= DeptTabIes.xlat( Deptname ); 
//- "fifjW embed next department mdcjiei in Callfn] 
Cali[n].dept( Tmodelf Department[n] ] ); 

} 

else { //no agent avail, no next menu! 
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ll\ 

H\ no agent avail, no next menu! 
H\ ~ . 

Call[n].stop_play(); 



MailFile = thisDept.getVoiceMail( dtmf ); 

saveLink = ISDNmenu.Open( MailFile ); 

if( saveLink 1= null ) 

Call[n].record( saveLink ); 

} else { // no agent, no menu, no mail 
// switch to default voice mail 

} 
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